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Abstract

bKash, a Mobile Financial Service (MFS) established in 2010 as a joint venture between BRAC Bank and Money in
Motion, has fundamentally reshaped the financial landscape of Bangladesh. This paper reviews the literature
surrounding bKash's disruptive business model, its profound impact on financial inclusion, its diverse service offerings,
and the challenges and opportunities it faces within the evolving FinTech ecosystem. By leveraging the country's high
mobile phone penetration and extensive agent network, bKash successfully targeted the vast unbanked population,
offering a secure, affordable, and convenient platform for basic financial transactions. The analysis highlights bKash's
crucial role in poverty reduction, economic growth, and the acceleration of a cashless society, while also examining
issues related to regulatory governance, market dominance, and technology-adoption barriers.
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1. Introduction

Financial inclusion, defined as the access to and usage of affordable, useful, and responsible financial
products and services, is widely recognized as a cornerstone of sustainable economic development and
poverty reduction worldwide [1][2]. In Bangladesh, a nation characterized by its high population
density, a significant rural demographic, and historically low penetration of formal banking services,
the challenge of extending financial access to the majority of its citizens was particularly acute [3].
Traditional brick-and-mortar banking infrastructure often proved uneconomical and geographically
inaccessible for large segments of the population, especially those in remote areas and the urban poor
[4]. The landscape of financial services in Bangladesh underwent a transformative shift with the advent
of Mobile Financial Services (MFS). Among these, bKash emerged as a pioneering force. Launched
in 2010 as a subsidiary of BRAC Bank, with subsequent strategic investments from the International
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Finance Corporation (IFC), the Bill & Melinda Gates Foundation, and Ant Financial, bKash was
strategically positioned to leverage the nation's rapidly expanding mobile phone penetration [5][6].
Operating under the robust regulatory framework provided by Bangladesh Bank, bKash introduced an
innovative bank-led model that bypassed the need for conventional bank accounts and branches for
basic transactions. This model allowed individuals to perform essential financial activities, such as
sending and receiving money, making payments, and eventually accessing savings and credit, simply
through their mobile phones [7]. bKash's impact extends beyond mere transactional convenience; it
has become a critical instrument in deepening financial inclusion, fostering economic growth, and
enabling social safety nets. Its success is attributed to its vast network of agents, strategically located
even in the remotest corners of the country, which act as de facto cash-in and cash-out points, bridging
the gap between digital currency and physical cash [8]. By providing a secure, affordable, and readily
accessible platform, bKash effectively brought millions of previously unbanked and underbanked
individuals into the formal financial system, thereby empowering them with greater control over their

finances and enhancing their resilience against economic shocks [9][10].

This comprehensive review paper aims to synthesize and critically analyze the extensive scholarly and

industry literature surrounding bKash. Specifically, this paper will delve into three key areas:

* Analysis of the bKash Business Model and Service Evolution: We will examine the
foundational architecture of bKash, its unique agent-network approach, and the progressive
expansion of its service offerings from basic money transfers to a sophisticated digital

financial ecosystem [11].

* Evaluation of its Impact on Financial Inclusion and Economic Development: This section
will explore bKash's significant contributions to expanding financial access, reducing poverty,
facilitating transparent disbursements, and empowering vulnerable populations, particularly

women [10][12].

* Discussion of Critical Challenges and Future Opportunities: Finally, we will address the
operational, regulatory, and competitive hurdles bKash faces, alongside the promising avenues

for further innovation and growth within Bangladesh's dynamic FinTech landscape [11][12].

2. The bKash Business Model and Service Architecture

bKash's success is rooted in its innovative business model, which strategically integrates banking
infrastructure with a non-traditional distribution channel. This approach effectively bypassed the
limitations of traditional banking, creating a parallel financial ecosystem accessible through mobile
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phones. By leveraging existing telecommunications infrastructure and a vast human agent network,
bKash rapidly scaled its services to a mass market previously underserved by formal finance.

b bkash

Central MFS Platform

Conceptual Flow of bKash’s Agent-Based MFS Model
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Figure 1. Conceptual Flow of bKash's Agent-Based MFS Model

2.1. Core Business Model and Partnerships
bKash operates on an Agent-Assisted, Bank-Led Model. The two primary pillars are:

Bank Partnership: Being a subsidiary of BRAC Bank (and having investments from IFC, the Bill &
Melinda Gates Foundation, and Ant Financial), bKash ensures all transactions are accounted for within
the formal financial system, providing regulatory compliance and security.

Agent Network: The extensive, nationwide network of bKash agents (small shop owners, pharmacies,
etc.) serves as the physical cash-in and cash-out points, effectively replacing the need for traditional
bank branches. This decentralized system is the lifeblood of MFS in reaching rural, unbanked
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populations. The core process of how funds move within this ecosystem, leveraging the agent network,

is illustrated in Figure 1.

2.2. Service Evolution and Ecosystem Expansion

Initially, bKash focused on simple Person-to-Person (P2P) money transfer and agent-assisted Cash-
In/Cash-Out (CICO) services. Over time, its service portfolio has expanded significantly, transforming
it into a holistic digital financial platform. To understand the comprehensive development of bKash's
service architecture, refer to Table 1, which outlines the key milestones in its service evolution.

Table 1. Evolution of bKash Service Offerings

Service Initial Offerings Advanced Offerings (Post- Financial Inclusion
Category (2011-2014) 2015) Impact
Basic Send Money (P2P), Enhanced P2P/CICO with Direct access to funds,
Transactions Cash In, Cash Out. lower fees for app users. reducing costs of
physical travel.
Payments Mobile Recharge Bill Pay (Utility, Internet, Increased convenience,
(Airtime), limited Gas), P2M (Merchant formalizing payments,
Merchant Payments.  Payments) for over a fostering e-commerce.
million merchants.
Financial None. Savings schemes, Digital Gateway for formal
Services Micro-Loans, Insurance savings and credit for
premium payments. the unbanked.
Disbursements ~ Limited B2P Large-scale G2P Efficient, transparent aid

(Business-to-Person)
salary disbursement.

(Government-to-Person)
subsidy/aid disbursement,
payroll for RMG sector.

delivery and wage
payments.

3. Impact and Contribution to Financial Inclusion

bKash’s impact on the socio-economic landscape of Bangladesh has been widely studied, with
consensus on its role as a key driver of financial inclusion and economic activity [ 13]. Its success story

is frequently cited as a model for emerging economies seeking to bridge the financial access gap.

3.1 Expanding Financial Access

The core genius of bKash lies in its ability to effectively harness Bangladesh's burgeoning mobile

phone penetration. While traditional banking penetration lagged significantly, often below 15% for the
adult population, mobile phone ownership surged past 68% by the mid-2010s and continues to grow

[14][15]. bKash capitalized on this widespread mobile adoption, transforming the simple feature phone
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(and later smartphones) into a de facto bank account for millions. This innovation allowed bKash to
serve a vast segment of the population previously overlooked or underserved by conventional financial

institutions, particularly in remote rural areas and among the urban poor [16]. By making basic
financial transactions accessible via a mobile handset, bKash enabled millions to:

Store value in a secure digital format instead of physical cash: This significantly reduced the risks
associated with carrying or hoarding cash, offering a safer alternative for saving and managing money,

especially in environments prone to theft or loss [17].

Receive remittances and funds more safely and quickly: For a country heavily reliant on inward
remittances from expatriate workers, bKash provided a faster, more secure, and often cheaper channel
for families to receive crucial funds, bypassing cumbersome traditional money transfer operators and

reducing travel time and costs for beneficiaries [18].

Transact without the complexity or geographical constraints of a bank branch: The extensive network
of bKash agents, present in almost every village and neighborhood, brought financial services directly
to people's doorsteps. This eliminated the need for lengthy and costly commutes to distant bank
branches, saving users valuable time and transportation expenses, particularly for low-income

individuals whose livelihoods depend on daily wages [19].

Numerous studies and reports, including those from the World Bank and various development agencies,
consistently demonstrate that bKash users, particularly in rural and semi-urban areas, experience a
tangible reduction in both the cost and time associated with transferring money and accessing funds
compared to traditional banking or informal channels [20][21]. This convenience translates into greater
financial liquidity and better personal financial management for users.

3.2. Economic Impact and Poverty Reduction

The ripple effects of bKash's efficient transaction system extend far beyond individual users,
generating broader economic consequences that contribute to poverty reduction and national
development [22].

Increased Income and Livelihood Opportunities: Research suggests a positive correlation between the
adoption of MFS, including bKash, and an increase in household income, particularly for low-income
households [23]. By facilitating quicker and safer receipt of remittances, enabling easier payment for
goods and services, and providing a platform for small business transactions, bKash empowers
entrepreneurs and individuals to manage their finances more effectively, fostering growth in micro-
enterprises. For instance, small traders can receive payments digitally, expanding their customer base
beyond cash-only transactions [24].

Formalization of Employment and Wages: bKash has played a pivotal role in formalizing wage
payments in key sectors such as the Ready-Made Garment (RMG) industry, which is a backbone of
Bangladesh's economy. By enabling employers to disburse salaries directly to bKash accounts, it has
significantly reduced instances of fraud, increased transparency, and ensured timely payment [25].
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This shift has empowered workers, particularly female garment workers, by giving them greater
autonomy and control over their earnings, fostering a sense of financial independence that was often
absent with cash payments [26].

Facilitating Government-to-Person (G2P) Disbursements: The platform has become instrumental in
the efficient and transparent distribution of government social safety net payments, subsidies, and
humanitarian aid. During crises or for ongoing welfare programs, direct digital transfers via bKash
ensure that aid reaches the intended beneficiaries swiftly and securely, minimizing leakage and
administrative overheads often associated with manual cash distribution [27].

GDP Correlation and Economic Formalization: Recent macroeconomic analyses indicate a positive
correlation between the increasing volume and value of transactions processed through bKash and
broader national GDP growth [28]. This is driven by several factors: increased transaction velocity,
which injects dynamism into the economy; the formalization of previously informal cash transactions,
which brings more economic activity into the measurable economy; and the overall efficiency gains
in payment systems that reduce the cost of doing business [29].

3.3. Empowerment of Women

One of the most significant and often highlighted impacts of bKash is its contribution to the financial
empowerment of women in Bangladesh [30]. For many women, particularly in conservative rural
settings, accessing traditional bank accounts can be challenging due to cultural barriers, lack of
identification, or geographical distance. bKash offers an accessible and relatively private financial tool,
providing women with their own independent account.

This access translates into several dimensions of empowerment:

Increased Control over Finances: Women who receive wages, remittances, or government stipends
directly into their bKash accounts gain greater control over their own money. This can enhance their
bargaining power within the household, allowing them to make independent decisions about savings,
spending, and investments for their families' well-being [31].

Enhanced Savings and Investment: The ability to store money digitally, even in small amounts,
facilitates a culture of saving that was difficult with physical cash. This digital saving capability can
act as a crucial safety net, enabling women to plan for future expenses, educate their children, or start
small entrepreneurial ventures [32].

Reduced Vulnerability: By having a secure and personal financial account, women become less
vulnerable to financial exploitation or dependence on male family members for financial transactions.
It provides a pathway to greater economic independence and resilience [33].

The ability of bKash to reach women who were previously outside the formal financial system
underscores its profound social impact, making it a critical tool for promoting gender equality and
inclusive development in Bangladesh [34].

Volume 1, Issue 4 (November 2025)
Quarterly Published Journal
DOI: https://doi.org/ 10.5281/zenodo.17636369



The Science Post | www.thesciencepost.com

4. Challenges and Future Opportunities

Despite its monumental success and dominant market position, bKash operates within a dynamic and
often challenging environment. The company faces persistent operational hurdles, evolving
regulatory landscapes, and intensifying competition. However, these challenges also present
significant opportunities for further innovation and expansion [35].

4.1 Operational and User-Adoption Challenges

While bKash has brought millions into the financial fold, several operational and user-behavioral
issues continue to impact the depth of financial inclusion:

Prevalence of Over-the-Counter (OTC) Transactions: A significant and persistent challenge for bKash
is the high volume of "Over-the-Counter" (OTC) transactions, where users conduct transactions
through an agent without having their own registered bKash account [36]. This phenomenon is largely
attributed to low digital and financial literacy among segments of the population, a perceived
complexity of using the USSD menu (which can be intimidating due to language barriers or
unfamiliarity with technology), and a lingering preference for agent-assisted transactions due to habit
or lack of confidence in self-service [37]. While OTC transactions offer immediate access, they
undermine the full benefits of financial inclusion that come with account ownership, such as building
a transaction history, accessing digital credit, or benefiting from personalized financial advice [38].
Shifting users from OTC to self-service, account-based transactions remain a critical strategic
imperative for bKash.

Security and Fraud Concerns: As with any large-scale digital financial platform, bKash is constantly
battling security threats and fraud attempts. High-profile incidents of phishing, identity theft, or agent
network vulnerabilities can erode consumer trust and deter potential users [39]. Ensuring robust
cybersecurity measures, continuous user education on safe practices, and swift resolution mechanisms
for fraud cases are essential for maintaining the integrity and trustworthiness of the platform [40].

Pricing Structure and Affordability: While bKash has made transactions more accessible, the fees
associated with cash-out services, though often competitive, can still represent a significant cost
burden for low-income users making frequent transactions [41]. Balancing profitability with
affordability for its target market is a delicate act. Any perception of high charges could potentially
drive users towards informal channels or competitors offering lower rates.

Customer Service and Dispute Resolution: With a vast and diverse user base, providing efficient and
accessible customer service, particularly for dispute resolution, remains a complex operational
challenge [42]. Delays or inefficiencies in addressing user complaints can lead to frustration and
decreased loyalty.

4.2. Regulatory and Market Challenges

The rapid evolution of the MFS sector has often outpaced regulatory frameworks, leading to both
challenges and a need for proactive engagement with policymakers:
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Market Dominance and Competition: bKash currently holds the largest market share in Bangladesh's
MEFS sector, maintaining a dominant position. However, competition is intensifying, particularly with
the rise of government-backed MFS providers like Nagad, which entered the market with aggressive
pricing strategies and strong government mandates for G2P disbursements. This competitive pressure
necessitates continuous innovation and value addition from bKash to retain its user base and market
leadership. Figure 2 graphically illustrates this market share breakdown, showcasing bKash's
significant dominance amidst growing competition. The regulatory environment also needs to ensure
a level playing field for all market players to foster healthy competition and prevent monopolistic
practices.

Evolving Regulatory Frameworks: The dynamic nature of FinTech means that regulatory bodies, such
as Bangladesh Bank, are constantly working to adapt their policies to new services and technologies.
Issues such as achieving full interoperability between all MFS providers, clarifying the legal
classification of new digital financial products (e.g., micro-lending via MFS), and establishing
comprehensive data privacy standards are ongoing areas of regulatory focus [45][46]. bKash needs to
actively engage with regulators to help shape a stable, innovation-friendly, and secure regulatory
environment.

Cybersecurity Regulations and Data Privacy: As digital financial transactions grow, so does the
imperative for robust data protection and cybersecurity regulations. Compliance with these evolving
standards, both national and international, is a significant challenge, requiring continuous investment
in technology and expertise [47].

Conceptual Breakdown of Mobile Financial
Services Market Share in Bangladesh (2023)
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Figure 2: Conceptual Breakdown of bKash Market Share
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4.3. Future Growth Opportunities

Despite these challenges, bKash is well-positioned to capitalize on several significant
growth opportunities, leveraging its strong brand recognition, extensive network, and
technological capabilities: A breakdown of the critical challenges and the corresponding
future opportunities for bKash is presented in Table 2.

Table 2. Key Challenges and Corresponding Opportunities for bKash

Challenge

Opportunity/Strategic Direction

High OTC
Literacy

Usage/Low  Financial

Intense Market Competition (e.g.,

Nagad)

Evolving

Regulatory ~ Landscape

(Interoperability, New Products)

Limited Advanced Functionality Usage

Agent Network Optimization

Cross-Border
Remittances

Payments and

Deepen Digital Literacy Initiatives: Invest aggressively in localized, user-friendly app
interfaces (Bangla UI), multimedia tutorials, and agent-led education campaigns to
shift users from OTC to self-service, account-based transactions. Focus on explaining
benefits of account ownership [48].

Product Diversification and Value-Added Services: Move beyond basic transactions
to offer a wider array of high-value services such as digital micro-credit (leveraging
transaction data for credit scoring), micro-insurance, and robust investment products.
Enhance loyalty programs and seamless integration with a broader range of e-
commerce and ride-sharing platforms [49].

Proactive Regulatory Engagement: Collaborate closely with Bangladesh Bank and
other policymakers to help shape a progressive, stable, and innovation-enabling
regulatory framework that supports the growth of digital financial services while
ensuring consumer protection and financial stability [50].

Personalized Financial Solutions using Data Analytics: Leverage its vast user
transaction data (with strict privacy protocols) to develop and offer highly
personalized savings goals, tailored credit offers, and investment advice that meet the
specific financial needs and risk profiles of different segments of its mass market [51].
This could include automated savings plans or small, need-based loans.

Enhanced Agent Training and Digital Tools: Equip agents with more sophisticated
digital tools and better training to serve as financial educators and digital facilitators,
moving beyond simple cash-in/cash-out. Explore models for agent-assisted
onboarding for more complex financial products [52].

International Expansion and Partnerships: Explore strategic partnerships with
international money transfer operators and FinTech firms to streamline cross-border
remittances, potentially offering more competitive rates and faster service for
Bangladeshi expatriates [53].
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5. Conclusion

bKash has unequivocally established itself as a transformative force in the financial landscape
of Bangladesh, building a robust and resilient Mobile Financial Services (MFS) ecosystem
that is a testament to the power of FinTech in emerging markets. Its innovative bank-led model,
ingeniously leveraging the widespread mobile phone penetration and a meticulously
cultivated, extensive agent network, has not only democratized access to basic financial
transactions but also fundamentally redefined the paradigm of financial inclusion in the
country. The journey of bKash from a simple person-to-person money transfer service to an
integrated digital platform facilitating payments, crucial government and business
disbursements, and increasingly sophisticated financial products like savings and micro-loans,
underscores its critical role in national economic development and poverty alleviation.

The impact of bKash stretches across multiple dimensions of socio-economic progress. It has
drastically expanded financial access for millions of previously unbanked citizens,
particularly in rural and marginalized communities, by providing a convenient, secure, and
affordable alternative to traditional banking. This accessibility has not only reduced
transaction costs and time but has also significantly contributed to the formalization of
economic activities, injecting greater transparency and efficiency into the financial system.
Furthermore, bKash has played a pivotal role in the financial empowerment of vulnerable
populations, especially women, by granting them independent control over their finances,
thereby fostering greater autonomy and resilience against economic shocks. Its proven ability
to facilitate transparent and efficient government-to-person (G2P) payments also highlights
its importance in strengthening social safety nets and national development initiatives.

However, the sustained success and continued evolution of bKash are contingent upon its
strategic navigation through a complex array of challenges. Overcoming the persistent
reliance on Over-the-Counter (OTC) transactions by enhancing digital literacy and promoting
self-service account usage remains a primary operational imperative. Simultaneously,
safeguarding the platform against evolving cybersecurity threats and maintaining unwavering
consumer trust through robust security measures and responsive customer service will be
crucial. In the intensely competitive MFS market, especially with the emergence of strong
contenders like Nagad, bKash must continuously innovate its service offerings and pricing
strategies to retain its market leadership and user loyalty.

Looking ahead, bKash is strategically positioned to capitalize on significant opportunities. Its
vast user base and rich transaction data present an unparalleled asset for developing and
delivering deeper, more personalized financial services. This includes expanding into data-
driven digital micro-lending, offering tailored micro-insurance products, and integrating more
seamlessly with the burgeoning e-commerce and digital service sectors. Proactive engagement
with regulatory bodies will also be essential to help shape a stable, yet innovation-friendly,
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regulatory framework that supports the next generation of digital financial services in
Bangladesh.

In conclusion, bKash stands as a global exemplar of how mobile technology, coupled with a
visionary business model and strategic partnerships, can dismantle barriers to financial
inclusion and catalyze economic growth in emerging markets. Its ongoing evolution will not
only shape the future of digital finance in Bangladesh but also continue to offer valuable
lessons for similar initiatives worldwide.
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